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COWIPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


FOR OFFICE USE ONLY 


: Date Received: Aug A 4.020 Case Number: 2 is 


eee 


Premise Address: 
City: Q 


Z. 
Telephone: 7 2& -T2¢ - & IG Z 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT: 


: State: 


“STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 
REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


C. PATIENT INFORMATION (1): 
Name: Cnes C QL ers 


Breed/Species: Sco HrsA erriem 
Age: | 7 VG sex: _[V\ Color: Black. 


PATIENT INFORMATION (2): 
Name: 
Breed/Species: 


Age: 


D. VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


J, Or Stacey Carron 
JOS¢ -. oid Canyon Doe Coucl 
G2RE-77¢-EIGL 


E. WITNESS INFORMATION: 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. . 


TSfany 7 Yet aSSiSfanT 


Front desk persone! 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of this case. 


spate 2 tee ee 


Date: Je A I-RO 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel is relevant to the complaint. This 


portion must be either typewritten or clearly printed in ink. 
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Canyon Pet hose: 


On Monday morning July 27 2020, I called Canyon Pet and explained Chester, my 
Scottish Terrier, had not eaten and had not been drinking for over two days, lethargic, 
vomiting and having diarrhea. He needs to be seen. I was given one option, to go ona 
wait list starting at 5. I was number 7 on the wait list. About 3:30-4 PM I called Canyon 
Pet asking for help, saying Chester is very sick. I was told [ could bring him in for a vital 
sign check. Tiffany the med tech told me his vital signs were stable. I told her I didn’t 
understand because he’s very sick. Tiffany said Chester was stable but that I could pay 
$350 for an emergency visit. ] asked her if she thought the emergency visit was 
necessary. Tiffany again assured me it would be OK to wait until the 5 PM appointment 
repeating he is stable. I took Chester home and waited for the text message. At 5:49 PM 
I received the text message saying “you're up soon start heading this way.” I arrived at 
6:15 PM and texted that I had arrived. The front office texted that I was checked in. The 
car next to me was # 6 and she went in to the clinic with her cat. She told me she didn’t 
have to wait. At 6:45 I noticed a young couple pull up with a puppy in her arms. They 
went right in. I called the front desk and asked if J had been forgotten and that a couple 
just arrived and walked right in. The receptionist told me that that dog was only seeing 
the nurse. Then she told me J had refused the drop off. I didn’t know what that meant 
and replied J didn’t refuse anything. Chester was suffering and very sick while we sat 
waiting in the car, I went inside and asked the front desk lady what was going on? I told 
her that Chester was very sick and needed to be seen. She replied the room had to be 
cleaned and they would be right out to get him. After another 15 min J went back in. I 
was angry and very worried about Chester. I told her it was very wrong to make us wait 
like this. She said she would check on it. I went back to my car and waited for someone 
to talk to me. No one came. When a tech came out | expressed my anger as to why I 
wasn’t told why we had to wait so long. While in the exam room we waited another 15 
min and I began to look for another vet on my cell phone. Chester is laying still on the 
floor visibly sick. Dr Kéven walked in. I was angry and told her I was looking for fn 
another vet. Her demeanor was defensive. She replied, “You can do that.” I told KarenCarron 
that Chester needed help he’s very sick, Karen replied, “His vital signs were normal 
and he was stable.” She didn’t even notice him while he lay on the floor suffering. I 
asked why the dog that was rushed in was seen before Chester? Karen Teplied, “the other 
dog needed emergency treatment, you don’t decide who we see first.” I was emotional 
and angry at her uncaring, cold tone of voice and body language. When I expressed my 
objection, Karen said in a calm but condescending tone, “When you can calm down, 
you let me know and I’ll come back.” At this point I didn’t want her to touch Chester. I 
picked him up my arms crying, and left. The time now was 8:30. 


I took Chester to Veterinary Emergency. My wait time was 15 minutes. The ER doctor, 
Marion Cambrelin sat down and ask me to tell her what was going on with Chester. She 
was interested, compassionate, and respectful. After J explained his symptoms and told 
her that his vital signs were normal at Canyon Pet and I was told he was stable, She told 
me, “T think Chester has Pancreatitis.” Labs were done and it was confirmed. She said, 


“Chester is sick and in a lot of pain.” He was given a IV bolus, pain medication, anti 
emetic and an antacid. The doctor told me I needed to get him into a Vet first thing in the 
morning. 


The next morning Dr Cambrelin contacted Westside Veterinary clinic giving her 
assessment of Chester and the urgency to be seen that moming. At 0745 the Westside 
clinic called me and a 0900 appointment was made. I sat in the car for 5 minutes when 
paper work was brought out for me to fill out. Then promptly a tech came out and asked 
me questions about Chester's symptoms. She was very kind, and listened carefully while 
writing notes. She explained what would happen, she would take the information to Dr 
Gordon and return to get Chester, She retumed promptly assuring me he would be well 
cared for and that after the doctor examines him she will come talk to me. She carried 
him inside, he couldn’t walk. After the exam, Dr Gordon came out. She introduced 
herself and was concerned, kind and professional. She told me Chester was very sick 
and needed to be hospitalized for the day, for IV therapy, pain management and 
explained about the labs that would be done and why. Even though I was afraid for 
Chester I was so grateful he was under her care. Dr Gordon showed genuine compassion 
and care. I trusted he would receive good care and he would be safe. 


After 2 hours Dr Gordon called me with an update. Chester was receiving IV fluids and 
was given pain medication. The CBC showed low WBC and she explained thoroughly 
what that meant. The other labs hadn’t been drawn but she would call with those results. 
She asked me if I had any questions and told me I could call and check on Chester 
whenever I wanted. 


Dr Gordon called. With compassion and a concerned voice she said his AST was 2600. 
She did a U/S of his liver and saw a large growth on it. She went into further 
explanation. She suspected cancer. | started to cry and she said, “I am so sorry.” 


Dr Gordon scanned his lungs and abdomen to check for spread. Dr Gordon took time to 
talk to me, and explained the different scenarios gently guiding me to options and 
ultimately to making a decision. 


Chester had NORMAL VITAL signs. He died Tuesday, July 28, 2020 in my arms. 
Tiffany and Dr Karen are ignorant, incompetent and truly have no compassion. 


Chester came into my life in 2007. I took him to Canyon Pet. Dr Lisa was his Vet. 
Chester was seen yearly for exams and for routine vaccines. 


Problems started at Canyon Pet after Dr Lisa left. There was a lack of communication 
and always a sense of rush. I felt I was a disturbance in their busy schedule, The nurse 
often did not know the answer and would give misinformation, Dr McGill diagnosed 


Chester with Chronic Hepatitis. She called me one time and after that I had to talk toa 
nurse. I did not trust the information. The nurses I encountered did not have the 
knowledge to answer my questions. 


Since this last experience with Canyon Pet, I have told others about it. While in the 
waiting room at the Veterinary Emergency a women told me she would never go there, 
Canyon Pet again she had a bad experience. A physician that I know said this about your 
clinic, “They have a problem. They are over their heads, they have a very confusing 
system, and they are burnt out.” When I would walk Chester I would meet other dog 
owners. Some would tell me they did not like Canyon Pet and switched to another Vet. A 
lady said, “They’re too busy and didn’t have time for me.” Another said, “I couldn’t 
believe how long I had to wait and when I finally got in, I felt like a bother.” 


I loved my Chester very much. The disgraceful way I was treated greatly added to my 
heart ache over Chester’s critical condition. 

I was very grateful to find professional, competent, and caring Veterinary Doctors that 
night and into the next day. Dr Gordon stayed with me throughout the painful experience 


I will be telling every animal owner about Westside’s excellent care and treatment, and 
warn others about Canyon Pet. I took Chester to Canyon Pet for 12 % years. It was my 
first visit at Westside, and I felt welcomed and treated as important. I didn’t realize how 
horrible Canyon Pet was until I encountered such professional, caring Veterinary 
Doctors, and medical personne). 


Mr Miller, Please appreciate that I took the time to write this letter and I would 
appreciate you contact me personally to let me know you received it. Thank You. 


21-15 


CANYON PET HOSPITAL 


NORTHERN ARIZONA'S PREMIER VETERINARY HOSPITAL 


1054 E. Old Canyon Ct. Flagstaff, AZ 86001 
Phone: (928) 774-5197 Fax: (928) 774- 5278 
www.canyonpet.com je eae 


To Whom it May Concern; 


From Chester Saunders record | am able to determine the following ; 
1) Chester was triaged at 4pm — prior to my arrival at the hospital. When a patient is staged 2 
veterinary nurse goes to the client, obtains a brief history, and the patient is brought into sor 
treatment room. Vital signs are taken, and the pet is immediately evaluated by a DVM. If 
unstable, the animal is seen as an emergency at that moment, if stable they are then added to 
the urgent care list of patients to be seen. 

2) At that time his vitals were stable. 

3) He was triaged by Dr. Folkers and any advice given to the owner was made by Dr. Folkers and 
relayed to the owner via the veterinary nurse (technician) — not an assistant. 

4) Due to her concerns for her pet, despite being triaged as stable, the owner was offered for 
Chester to be seen as an emergency which would have allowed for immediate diagnostics and 
treatments by Dr. Folkers prior to the Urgent Care shift - owner declined this option and elected 
to wait for urgent care, and be added to the urgent care list of patients to be seen. 


| arrived at the hospital between 4:30pm and 4:45pm in order to have rounds prior to my shift 
beginning at 5pm. | begin seeing waiting urgent care patients at 5pm. | am not given a list of 
animals that were triaged prior to my shift beginning. 


Upon reviewing the schedule for the date Chester was at our hospital, he was patient #6 on the 
urgent care list of waiting patients. Waiting patients are seen in the order they are on the list, 
with other patients being triaged as they arrive to determine if they are unstable or unable to 
wait to be seen. Prior to Chester and Theresa Saunders being brought into an exam room a 
triage for a broken leg was seen. The limb did appear broken and was recommended to be 
seen as an emergency (this involves an emergency deposit to allow for immediate diagnostics 
and treatments). Once this patient had pain mediation, radiographs, discussion with me on 
findings with owner, and care plan in place; | ok'd an assistant to bring Chester and Theresa 
Saunders into an exam room. When bringing clients and their pets into an exam room the 
assistant takes a brief history and obtains current vital signs. 


| was aware that Theresa Saunders had become difficult and rude with the receptionist in the 
lobby while waiting. Theresa Saunders was very rude to the assistant bringing her into the 
exam room - yelling at her to where it could be heard in the hallway outside of the exam room. 
Because of Theresa Saunders’ demeanor, the assistant was unable to obtain and history 
information or recheck vital signs on Chester. 


CANYON PET HOSPITAL 


NORTHERN ARIZONA'S PREMIER VETERINARY HOSPITAL 


1054 E. Old Canyon Ct. Flagstaff, AZ 86001 
Phone: (928) 774-5197 Fax: (928) 774-5278 
www.canyonpet.com 


| went to see Chester, understanding that Theresa Saunders was very upset but understanding 
that this was due to concern for her pet, I did not alter my attitude towards her. | began to 
walk into exam room to see Chester. | knocked, opened door and before | could even introduce 
myself - Theresa Saunders began her confrontation with me. She rudely stated "! was just 
about to call another vet" as she threw her phone down on the exam bench. Understanding 
she was upset which can hinder treatment of a patient, | asked "would you like to do that since 
you are upset, or would you like me to see Chester". Theresa Saunders then began to lecture 
me that her dog was very ill, and it was ridiculous that she had to wait to be seen. | informed 
Theresa Saunders that | was able to see that Chester had been triaged at 4pm and at that time 
he was stable or the other doctor triaging him would not have offered waiting on the urgent 
care list. | continue to attempt to ask questions about Chester's health but Theresa Saunders 
continued to deflect my attempts to discuss Chester, cutting me off making statements such as 
"t've had this appointment scheduled since this morning" - informed Theresa Saunders that | 
was sorry but walk-in hours are not set appointment times. She then told me that "she saw the 
other dog that was triaged, and her dog is more sick than a broken leg". | informed Theresa 
Saunders that we practice triage and it is not her decision as to who is most ill, again the doctor 
that triaged Chester earlier triaged him as stable, but | am here now and trying to see 

Chester. Theresa Saunders continued to rudely tell me we "were ridiculous and her pet is more 
important and how we did not see her when she arrived". After multiple attempts to obtain 
information about Chester and her continuous yelling and rude attitude | informed Theresa 
Saunders "| would give her 1-2 minutes to calm herself and then | would return so we could 
continue for Chester". As | opened door to leave the room Theresa Saunders called me a 
"condescending bitch". Theresa Saunders then stormed out of exam room and stormed out of 
the hospital. 


| was later notified by the receptionist that Theresa Saunders had called and was at another 
facility with Chester requesting his medical records. | informed the receptionist to immediately 
send these records as not to delay any treatment that Chester needed. 


As | had not previously examined Chester at any prior appointments and was not the doctor 
that triaged him that day, | cannot comment to any medical decisions. From my involvement in 
the case he had been triaged as stable by Dr. Folkers, was offered to be seen as an emergency 
prior to urgent care, and the owner declined that option. | was walking into a room with an 
angry client, whom was unable to put aside her anger and let me examine and treat her pet. 


CANYON PET HOSPITAL 
NORTHERN ARIZONA'S PREMIER VETERINARY HOSPITAL 


1054 E. Old Canyon Ct. Flagstaff, AZ 86001 
Phone: (928) 774-5197 Fax: (928) 774-5278 
www.canyonpet.com 


Sincerely, 


Stacey Carron, DVM 
Associate Veterinarian 
Canyon Pet Hospital 
drcarron@canyonpet.com 


DOUGLAS A. DUCEY 
~ GOVERNOR - 


VICTORIA WHITMORE 
- EXECUTIVE DIRECTOR - 


ARIZONA STATE VETERINARY MEDICAL EXAMINING BOARD 
1740 W. ADAMS STREET, STE. 4600, PHOENIX, ARIZONA 85007 
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INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: AM Investigative Committee: Robert Kritsberg, DVM - Chair 
Christina Tran, DVM 
Carolyn Ratajack 
Jarrod Butler, DVM 
Steven Seiler 


STAFF PRESENT: Tracy A. Riendeau, CVT — Investigations 
Marc Harris, Assistant Attorney General 


RE: Case: 21-15 
Complainant(s}): Theresa Saunders 
Respondent(s): Stacey Carron, DVM(License: 6950} 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 8/21/20 Laws as Amended August 2018 
Committee Discussion: 1/5/21 (Lime Green); Rules as Revised September 
Board IIR: 2/17/21 2013 (Yellow). 


On July 27, 2020, “Chester,” a 12 Y2-year-old male Scottish Terrier was presented to 
Canyon Pet Hospital due to anorexia, lethargy, vomiting and diarrhea. The dog was triaged, 
and Respondent's associate, Dr. Folkers, deemed the dog stable at that time. Complainant 
was offered an emergency visit which allowed for immediate diagnostics or wait for urgent 
care; Complainant elected to wait for urgent care thus was added to the urgent care list of 
patients to be seen. 

When it was time for the dog to be seen, Complainant was escorted into the exam room. 
Due to Complainant's demeanor, the dog's vitals were unable to be rechecked and history 
unable to be obtained. Respondent entered the exam room —- a verbal confrontation 
occurred, Complainant left the premises with the dog and was seen elsewhere. 


Complainant was noticed and could not be reached. 
Respondent was noticed and appeared telephonically. 


21-15, STACY CARRON, DVM 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Theresa Saunders 
e Respondent(s) narrative/medical record: Stacy Carron, DVM 
e Consulting veterinarian(s) narrative/medical record: Veterinary Emergency & Specialty Center of 
Northern Arizona; Westside Animal Hospital. 


PROPOSED ‘FINDINGS of FACT’: 


1. On July 27, 2020, at 4:00pm, the dog was presented to Canyon Pet Hospital due to anorexia, 
lethargy, vomiting and diarrhea. The dog had a history of chronic hepatitis. The dog was taken 
into the premises where vitals were obtained (Wt = 34.6 pounds; T = 101.1 degrees; P = 140bpm; 
R = 40rom). Respondent's associate, Dr. Folkers deemed the dog stable and could wait for an 
urgent care appointment since there were not many other pets ahead of her. However, 
Complainant was offered to have the dog seen as an emergency — a $350 deposit would be 
required to start diagnostics immediately. Complainant elected to wait for the dog to be seen 
as an urgent care appointment and went home to wait for a text from the premises. 


2. At approximately 4:30pm, Respondent arrived at the premises to round patients before her 
shift started at 5:00pm. 


3. At approximately 5:49p9m, Complainant stated she received a text advising her to head to 
the premises. At 6:15pm, she texted the premises to advise that she had arrived. Complainant 
noticed patients going into the premises to be seen before her and became upset. Respondent 
explained that waiting patients are seen in the order they are on the list, with other patients 
being triages as they arrive to determine if they are unstable or unable to wait to be seen. Prior 
to the dog and Complainant being brought into the exam room a triage for a broken leg was 
seen. The limb did appear to be broken and was recommended to be seen as an emergency. 
Once the patient was medicated and radiographed, and findings were discussed with the pet 
owners, Respondent had staff bring Complainant and her dog into an exam room. 


4. Respondent was made aware that Complainant had been difficult and rude with the 
premises staff while waiting. When technical staff brought Complainant into the exam room, 
Complainant was yelling at her thus technical staff was unable to obtain history or recheck vital 
signs. 


5. Respondent entered the exam room; Respondent stated that Complainant was immediately 
confrontational before she could even introduce herself. Complainant was upset with the wait 
time and that other pets were being seen prior to her dog. Respondent attempted to explain 
the process and focus on getting information about the dog but Complainant rudely 
interrupted to complain. Finally, Respondent informed Complainant that she would give her a 
couple minutes to calm down and would return so they could continue care for the dog. 
According to Respondent, Complainant called her a “condescending bitch” and left the 
premises with the dog. 
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21-15, STACY CARRON, DVM 


6. Complainant stated that she was emotional and angry at Respondent's uncaring tone and 
body language therefore she left crying with the dog. This was around 8:30pm. 


7. At 9:11pm, the dog was presented to Veterinary Emergency & Specialty Center of Northern 
Arizona. Dr. Cambrelin examined the dog — her finding paired with the Gl signs the dog was 
presenting for Dr. Cambrelin suspected pancreatitis. Diagnostics including radiographs and 
blood work, including a cPLI SNAP test. Complainant expressed financial constraints and 
elected to perform the cPLI SNAP test only, which came back positive for pancreatitis. 
Hospitalization and out-patient treatment options were discussed and due to Complainant's 
financial concerns, she opted for out-patient treatment which included SQ fluids, anti-emetics 
and pain medication. 


8. Dr. Cambrelin discharged the dog with instructions to have the dog rechecked by a daytime 
veterinarian. Complainant expressed her frustrations with Canyon Pet Hospital therefore Dr. 
Cambrelin suggested Westside Animal Hospital but warned that due to COVID-19, they were 
not currently seeing new patients. Dr. Cambrelin agreed to call Westside however so 
Complainant would have a better chance of being seen by them. 


9. The following day, the dog was presented to Westside Animal Hospital and was evaluated by 
Dr. Gordon. Dr. Gordon recommended hospitalization for diagnostics and treatment; 
Complainant approved. Once Dr. Gordon received the results of the blood work and 
ultrasound, she contacted Complainant with her findings that she suspected the dog had 
cancerous mass on his liver. Complainant approved thoracic radiographs to check for 
metastasis — metastasis was not seen but Dr. Gordon was able to visualize the dog liver and was 
suspicious of masses in two separate locations. Dr. Gordon advised Complainant of her findings. 
They discussed options of continuing to hospitalize the dog to treat the pancreatitis or humane 
euthanasia. Complainant elected to humanely euthanize the dog. 


COMMITTEE DISCUSSION: 


The Committee discussed had some concern that the history of the dog andits condition at the 
time of presentation would have warranted the dog to be seen. Although it was explained that 
the $350 was a deposit, it feels as if it is was a way to move to the front of the line for a pet to be 
seen. The Committee felt Complainant created some issues with her behavior, and it appears 
there was a history of her conduct. 


Although the Committee was not comfortable with the situation, they did not feel it rose to the 
level of a violation. The Committee understood Complainant being upset as she had been a 
longtime client and she was concerned about her dog. She did end up going elsewhere and 
the following day the dog was euthanized. Complainant had to take a couple extra steps to 
get care for her dog. 


The Committee discussed that the highest priority animal should be seen before an animal that 
appears stable at the time. The dog was likely painful and uncomfortable to some degree but 
was stable enough to wait — the dog's condition was likely occurring for a while. 


Page 3 


21-15, STACY CARRON, DVM 


COMMITTEE’S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE’S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 
Vote: The motion was approved with a vote of 5 to 0. 
The information contained in this report was obtained from the case file, which includes the 


complaint, the respondent's response, any consulting veterinarian or witness input, and any 
other sources used to gather information for the investigation. 


Tracy A. Riendeau, CVT 
Investigative Division 
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